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PERSON SPECIFICATION:	

Customer First Team Leader
 

	Qualities & Competencies
	Essential
	Desirable


	Qualifications 

	5 GCSEs or equivalent
	Accredited Project Management Training

Customer Service Qualification 

Housing Qualification 

	Experience 

	Relevant experience in a supervisory role

Basic understanding of social housing, particularly in relation to repairs reporting and tenancy management 







Experience of building effective working relationships both internally and externally


Experience of using technology to implement effective and efficient customer services


	
Experience of identifying and assessing risk together with putting in place controls to mitigate the impact of those risks


Experience of leading teams to deliver high levels of performance


Experience of implementing and monitoring performance management systems

Budget management experience


Experience in setting and achieving challenging work targets, both individual and team based.

Complaints Handling and/or management


	Knowledge, Skills & Abilities
	Computer literate with excellent knowledge of Excel, Word and housing management systems

Seeks ways to continuously improve and learn

Acts as an ambassador to Teign Housing and is a modeller of outstanding customer service

Shows an appreciation of equality and the need to understand and respect diversity

Sets and achieves performance targets, producing ideas on how to improve performance

Shows determination to reach targets and objectives

Promotes collaboration

Encourages ongoing learning and development

Works effectively within a team and across teams

Builds effective working relationships, internally and externally

Able to represent organisation in external settings

Negotiates effectively to achieve high performance

Facilitates effective communication throughout the organisation

Understand what is required through effective listening and questioning

Listens to others with empathy and understanding without making judgements or assumptions

Evaluates progress, reviews and adapts plans

Is responsive when needs or circumstances change

Uses problem solving and decision-making skills

Shows creativity and innovation

Ability to prioritise, organise and deliver to challenging targets. 

Conversant with the Regulatory and legislative frameworks that are associated with social housing



Knowledge of implementation of IT systems to enhance business delivery.

Ability to understand and analyse data.

Persuasive and tenacious in influencing decision making.

Ability to work as part of and effectively lead a team.

Develops strong and productive working relationships with peers, line reports, external contacts and other colleagues.


Current knowledge of relevant legislation e.g. gas servicing, health and safety.



Able to provide a flexible approach to work, and occasionally undertake work outside normal office hours.


As part of a team. ensuring compliance with the complaint handling code by monitoring and responding within timescales to all complaints, service requests and Ombudsman enquiries 

	.

Conversant with legislation relating to Adult and Children Safeguarding 

Conversant with the Regulatory and legislative frameworks that are associated with social housing

Knowledge of Housing Ombudsman’s Complaint Handling Code 







Core Competencies: 

Customer Focus: Seeks out customers' input to better understand their needs; develops ideas for how to meet those needs. Follows up to ensure intended actions are accomplished and results are achieved.

Communication: Take steps to keep others informed about what they need to know. Approachable, personable, able to form positive relationships 

Critical thinking: Challenge the way things are currently done and the way opportunities and problems are approached 

Flexible and adaptable: Adopt a practical approach to achieve the required results 

Lead and manage: Create, gain agreement for, and implement actions to achieve the business aims of Teign Housing 

Teamwork: Work effectively with others and ensure team objectives are met 
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